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DETAILED ACTION 



1 . The text of those sections of Title 35, U.S. Code not included in this action can 
be found in a prior Office action. 



2. Applicant's amendment filed 9/18/06 has been entered. Claims 23-24, 33, 39, 
44, 46-47, and 53 have been amended. No claims have been cancelled. Claims 57-60 
have been added. Claims 23-60 are still pending in this application, with claims 23, 32, 
39, 44, 53, and 57 being independent. 



Claim Rejections - 35 USC §112 

3. The following is a quotation of the first paragraph of 35 U.S.C. 112: 

The specification shall contain a written description of the invention, and of the manner and process of 
making and using it, in such full, clear, concise, and exact terms as to enable any person skilled in the 
art to which it pertains, or with which it is most nearly connected, to make and use the same and shall 
set forth the best mode contemplated by the inventor of carrying out his invention. 

4. Claims 57-60 are rejected under 35 U.S.C. 112, first paragraph, as failing to 
comply with the enablement requirement. The claim(s) contains subject matter which 
was not described in the specification in such a way as to enable one skilled in the art to 
which it pertains, or with which it is most nearly connected, to make and/or use the 
invention. 

Claim 57 recites "...a cyclical change in workload..." is not described in the 
specification. 

Claims 58-60 are rejected because they depend on rejected claim 57. 
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Claim Rejections - 35 USC § 103 

5. Claims 23-26, 29, 31, and 39-43 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Foster et al. (U.S. Patent 6,356,632) in view of Sanders et al. (U.S. 
Patent 6,574,605). 

As to claims 23 and 39, Foster et al. teaches the steps of: scheduling a time slot 
for providing training information to agents without disrupting the agent's interaction 
duties (abstract; col. 3, lines 14-17); terminating the interaction duties for the agent 
before providing the training information to the agent (col. 5, lines 39-41). Since agent's 
schedule breaks or training session are scheduled in advance (Fig. 3, 200; col. 5, lines 
35-41), hence it would have been obvious to one of ordinary skill in the art at the time 
the invention was made that the agent already knows ahead of time the time of the 
scheduled time slot that the training information is available. 

Foster et al. does not teach processing historical call volume data to identify a 
call volume pattern in the historical call volume data; and predicting a time during which 
call volume is expected to be at a declined level based on the identified call volume 
pattern. 

Sanders et al. teach processing historical call volume data to identify a call 
volume pattern in the historical call volume data (col. 10, line 66 through col. 1 1 , line 2; 
col. 17, lines 64-64 and line 67 through col. 18, line 1); and predicting call volume (col. 
8, lines 30-31) based on the identified call volume pattern (col. 10, line 66 though col. 
1 1 , line 2; col. 6, lines 35-38 and lines 45-46 - where Sanders discussed the planner 
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initiate training processes based on reviewing current and future requirements, hence 
one can identify the differences in call volume, for example, increased or declined). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Sanders into the teachings of Foster 
for the purpose of supporting accurate volume forecasting to avoid unnecessary 
resource reallocation, as discussed by Sanders (col. 2, lines 53-56). 

As to claim 24, Foster et al. teaches terminating the interaction duties comprises 
the agent spontaneously electing to terminate the agent's interaction duties to receive 
the training information (col. 3, lines 10-17; col. 5, lines 39-41); and the limitation 
"identifying the call volume pattern comprises identifying periodic occurrences of 
declined levels of call volume from an earlier time period" is rejected for the same 
reasons as discussed above with respect to claim 1, second limitation. 

As to claims 25 and 41 , Foster et al. teaches monitoring the agent to determine 
whether the agent is engaged in the interaction duties (col. 6, lines 6-19). 

Claim 26 is rejected for the same reasons as discussed above with respect to the 
fourth limitation of claim 1. 

As to claim 29, Foster et al. teaches terminating the training information occurs 
only of the agent has attained a predetermined performance score (col. 2, lines 16-20). 

As to claim 31, Foster et al. teaches a computer-readable medium having 
computer-executable instructions for performing the steps recited in claim 23 (col. 3, 
lines 38-57). 
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As to claim 40, Shaffer et al. teaches monitoring the agent during the predicted 
time to determine whether the agent is available for the training session; and if the 
agent is available, delivering the training session to the agent (col. 4, lines 8-12). 

As to claim 42, Shaffer et al. teaches the steps of: accepting call center load data 
from the work distribution component operable for receiving and distributing incoming 
contacts (col. 4, lines 2-12); analyzing the call center load data to determine when to 
push a training session for the contact agent (col. 4, lines 8-12). 

As to claim 43, Shaffer et al. teaches a computer-readable medium having 
computer-executable instructions for performing the steps recited in claim 32 (Fig. 1 ; 
col. 3, line 62 through col. 4, line 6). 

6. Claims 27-28, 30, and 44-52 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Foster et al. (U.S. Patent 6,356,632) in view of Sanders et al. (U.S. 
Patent 6,574,605) and further in view of Shaffer et al. (U.S. Patent 6,128,380). 

As to claim 27, Foster and Sanders do not teach providing the training 
information from which the agent can select a training segment. 

Shaffer et al. teaches providing the training information from which the agent can 
select a training segment (col. 5, lines 12-18). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Shaffer into the teachings of Foster 
and Sanders for the purpose of allowing the agent to select what training is suitable for 
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him or her, since the agent himself or herself is the one who knows what he or she 
needed to be trained on. 

As to claims 28 and 49, Shaffer et al. teaches monitoring a work distribution 
component while providing the training information to the agent; and if a workload of the 
work distribution component exceeds a predetermined criteria, terminating the training 
information to enable the agent to engage again in the interaction duties (col. 6, lines 
37-66). 

As to claim 30, Shaffer et al. teaches postponing the training information if the 
queue becomes very full or no agent engaging in the interaction duties since agents are 
in training (col. 6, lines 37-42). 

As to claim 44, Foster et al. teaches the steps of: scheduling a training session 
so that the contact agent can accept training information without disrupting the 
interaction duties of the contact agent (col. 4, lines 11-18); disconnecting the contact 
agent from a contact engine so that the contact agent does not perform the interaction 
duties during the training session (col. 3, lines 10-17; col. 5, lines 39-41). 

Foster et al. does not explicitly teach identifying pas occurrences of lulls in 
contact center activity; predicting future occurrences of lulls in contact center activity 
based on the identified past occurrences; providing the training information to the 
contact agent during the training session; and if the contact center has a workload that 
exceeds a predetermined threshold, terminating the training session and connecting the 
contact agent to the contact engine to permit the agent to perform the interaction duties. 
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Sanders et al. teach processing historical call volume data to identify a call 
volume pattern in the historical call volume data (col. 10, line 66 through col. 1 1 , line 2; 
col. 17, lines 64-64 and line 67 through col. 18, line 1); and predicting call volume (col. 
8, lines 30-31) based on the identified call volume pattern (col. 10, line 66 though col. 
1 1 , line 2; col. 6, lines 35-38 and lines 45-46 - where Sanders discussed the planner 
initiate training processes based on reviewing current and future requirements, hence 
one can identify the differences in call volume, for example, increased or declined). It 
would have been obvious to one of ordinary skill in the art at the time the invention was 
made to incorporate the teachings of Sanders into the teachings of Foster for the 
purpose of supporting accurate volume forecasting to avoid unnecessary resource 
reallocation, as discussed by Sanders (col. 2, lines 53-56). 

Shaffer et al. teaches providing the training information to the contact agent 
during the training session (col. 4, lines 6-17); and if the contact center has a workload 
that exceeds a predetermined threshold, terminating the training session and 
connecting the contact agent to the contact engine to permit the agent to perform the 
interaction duties (col. 6, lines 37-42). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Shaffer into the teachings of Foster 
and Sanders for the purpose of better load balancing in monitoring and managing the 
performance of the call center. 
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As to claims 45-47, Schaffer et al. teaches scheduling data for the contact center 
and identifying the lulls in contact center activity based on processing the received 
workload data (col. 4, lines 2-12). 

As to claim 48, Foster et al. teaches scheduling a training session comprises 
receiving performance data for the contact agent (col. 5, lines 5-18). 

Claim 50 is rejected for the same reasons as discussed above with respect to the 
third limitation of claim 29. 

Claim 51 is rejected for the same reasons as discussed above with respect to 

As to claim 52, Foster et al. teaches a computer-readable medium having 
computer-executable instructions for performing the steps recited in claim 23 (col. 3, 
lines 38-57). 

7. Claims 32-38, and 57-60 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Shaffer et al. (U.S. Patent 6,128,380) in view of Sanders et al. (U.S. 
Patent 6,574,605). 

As to claim 32, Shaffer et al. teaches the steps of: accepting call center load data 
from the work distribution component operable for receiving and distributing incoming 
contacts (col. 4, lines 2-12); analyzing the call center load data to determine when to 
push a training session for the contact agent (col. 4, lines 8-12); and scheduling the 
training session so that the contact agent can accept training information without 
disrupting the interaction duties of the contact agent (col. 4, lines 10-17). 
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Shaffer et al. does not explicitly teach scheduling a training session for the 
contact agent. 

Sanders et al. teach scheduling a training session for the contact agent (col. 6, 
lines 33-38 and lines 45-46; col. 23, lines 40-45). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Sanders into the teachings of 
Shaffer for the purpose of informing the contact agent his or her training schedule so 
that he/she can have preparation prior to the training. 

As to claim 33, Shaffer et al. teaches sending information related to the 
enqueued calls along with receiving information related to agent assignment and 
training (col. 4, lines 55-60). Shaffer et al. does not explicitly teach notifying the contact 
agent via an email message that the training session is scheduled. It would have been 
obvious to one of ordinary skill in the art at the time the invention was made sending 
information to agent would also be accommodated via email. 

Claim 34 is rejected for the same reasons as discussed above with respect to 
claim 32. 

As to claim 35, Sanders et al. teaches accepting agent performance data from a 
quality monitoring component (col. 17, lines 64-66); and analyzing the agent 
performance data (col. 6, lines 36-38; col. 10, lines 19-21) in combination with the call 
center load data to determine when to schedule the training session (col. 6, lines 45-46; 
col. 10, lines 59-60). 
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As to claim 36, Shaffer et al. teaches determining whether the contact agent is 
engaged in the interaction duties and in the absence of participation in the interaction 
duties, available to receive the training information (col. 5, line 66 through col. 6, line 3). 

As to claim 37, Shaffer et al. teaches monitoring a work distribution component 
while providing the training information to the agent; and if a workload of the work 
distribution component exceeds a predetermined criteria, terminating the training 
information to enable the agent to engage again in the interaction duties (col. 6, lines 
37-66). 

As to claim 38, Shaffer et al. teaches a computer-readable medium having 
computer-executable instructions for performing the steps recited in claim 32 (Fig. 1 ; 
col. 3, line 62 through col. 4, line 6). 

As to claim 57, Shaffer et al. teaches the steps of: receiving workload data from a 
device that monitors interactions between the agents and the contacts (col. 4, lines 2- 
12); planning to hold a training session (col. 6, lines 47-52 - where Shaffer discussed if 
the workload is not decreased, the system waits and then later check again, hence 
holding a training session). 

Shaffer et al. does not teach processing the received workload data to identify a 
change in workload that has occurred in the past; projecting the change in workload into 
the future to predict a future time of decreased workload. 

Sanders et al. teach processing historical call volume data to identify a call 
volume pattern in the historical call volume data (col. 10, line 66 through col. 11, line 2; 
col. 17, lines 64-64 and line 67 through col. 18, line 1); and projecting the change in 
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workload (col. 8, lines 30-31) based on the identified call volume pattern (col. 10, line 66 
though col. 1 1 , line 2; col. 6, lines 35-38 and lines 45-46 - where Sanders discussed the 
planner initiate training processes based on reviewing current and future requirements, 
hence one can identify the differences in call volume, for example, increased or 
decreased). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Sanders into the teachings of 
Shaffer for the purpose of supporting accurate volume forecasting to avoid unnecessary 
resource reallocation, as discussed by Sanders (col. 2, lines 53-56). 

As to claim 58, Sanders et al. teaches identified change comprises an identified 
time that recurs weekly (col. 22, lines 26-31). 

Claim 59 is rejected for the same reasons as discussed above with respect to the 
last limitation of claim 57. 

As to claim 60, Shaffer et al. teaches the system offering the agents training 
session or continuing to service contacts if the queue becomes full (col. 6, lines 29-44). 
However, Shaffer et al. does not teach offering the agents an option of holding the 
training session or continuing to service contacts. It would have been obvious to one of 
ordinary skill in the art at the time the invention was made incorporate the above- 
mentioned feature into the teachings of Shaffer for the purpose of having a more 
efficient system by allowing agents to select and decide when they are ready for 
training. 
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8. Claims 53-56 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Shaffer et al. (U.S. Patent 6,128,380) in view of Sanders et al. (U.S. Patent 6,574,605). 

As to claim 53, Shaffer et al. teaches the steps of: a communications network 
that supports communication between an agent of the organization and the constituents 
(col. 3, line 62 through col. 4, line 6); receiving data and workload data and delivering 
training session for the agent based on the agent's availability to accept training (col. 3, 
lines 19-23; col. 4, lines 8, lines 17); and an information delivery component adapted to 
deliver information to the agent during the training session (col. 4, lines 10-12). 

Shaffer et al. does not explicitly teach about scheduling and agent's predicted 
availability to accept training. 

Sanders et al. teaches scheduled training session (col. 23, lines 40-45); and 
predicting future planning, training planning based on forecasted data (col. 10, lines 56- 
67; col. 23, lines 40-47). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the teachings of Foster into the teachings of Shaffer 
and further modify Sanders to schedule a training session for the agent based on the 
agent's predicted availability for the purpose of better managing and load balancing call 
center according the scheduled information and scheduled a training for the agent 
based on agent's predicted availability. 

As to claim 54, Shaffer et al. teaches the workload data is agent workload data 
(col. 3, lines 18-19; col. 4, lines 8-10). 
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As to claim 55, Shaffer et al. teaches the workload data is organization workload 
data (col. 3, lines 17-18 - waiting queue in call center). 

As to claim 56, Shaffer et al. teaches determining whether the agent is available 
to receive information during the scheduled training session (col. 4, lines 8-12). 



Double Patenting 

9. The nonstatutory double patenting rejection is based on a judicially created 
doctrine grounded in public policy (a policy reflected in the statute) so as to prevent the 
unjustified or improper timewise extension of the "right to exclude" granted by a patent 
and to prevent possible harassment by multiple assignees. See In re Goodman, 1 1 
F.3d 1046, 29 USPQ2d 2010 (Fed. Cir. 1993); In re Long/, 759 F.2d 887, 225 

USPQ 645 (Fed. Cir. 1985); In re Van Ornum, 686 F.2d 937, 214 USPQ 761 (CCPA 
1982); In re Vogel, 422 F.2d 438, 164 USPQ 619 (CCPA 1970);and, In re Thorington, 
418 F.2d 528, 163 USPQ 644 (CCPA 1969). 

A timely filed terminal disclaimer in compliance with 37 CFR 1.321(c) may be 
used to overcome an actual or provisional rejection based on a nonstatutory double 
patenting ground provided the conflicting application or patent is shown to be commonly 
owned with this application. See 37 CFR 1.130(b). 

Effective January 1 , 1994, a registered attorney or agent of record may sign a 
terminal disclaimer. A terminal disclaimer signed by the assignee must fully comply with 
37 CFR 3.73(b). 

10. Claims 23-60 are rejected under the judicially created doctrine of obviousness- 
type double patenting as being unpatentable over claims 1-44 of U.S. Patent No. 
6,628,777. Although the conflicting claims are not identical, they are not patentably 
distinct from each other because both the claims of the instant application and the U.S. 
Patent No. 6,628,777 present a method for connecting customers to one of the plurality 
of operators in a multimedia telecommunication system. Claims 23-60 of the instant 
application substantially correspond to claims 1-44, respectively, of U.S. Patent No. 



6,628,777. 
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Response to Arguments 

1 1 . Applicant's arguments with respect to claims 23-60 have been considered but are 
moot in view of the new ground(s) of rejection. 

Conclusion 

12. Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 

§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1.136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

13. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Quynh H. Nguyen whose telephone number is 571-272- 
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7489. The examiner can normally be reached on Monday - Thursday from 6:30 A.M. to 
5:00 P.M. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Wing Chan, can be reached on 571-272-7493. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov . Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 




Quynh H. Nguyen 
Primary Examiner 
Art Unit 2614 



